Implementation 5S concept to improve performance in service quality by Mohd Asaad, Mohd Norhasni & Md Saad, Nor Syafiqah
Proceedings of Symposium on Technology Management and Logistics (STMLGoGreen),  
8-9 December 2015, Universiti Utara Malaysia 
486 
 
IMPLEMENTATION 5S CONCEPT TO IMPROVE PERFORMANCE IN 
SERVICE QUALITY 
 
Mohd Norhasni Mohd Asaad, Nor Syafiqah Binti Md Saad 
College of Business, School of Technology Management Logistic, 





5S concept is a simple method but effective to maintaining a quality environment in the 
workplace. This is due to a quality environment at the same time can help an organization 
involved be more successful, advanced and viable. The concept became Japanese culture is 
now being embraced firms in Malaysia today. This study aims to determine how the 
implementation of the 5S concept can improve performance in service quality. This research 
will use a quantitative information through questioner to collect the information about the 
important to implementation concept 5S to improve performance in service quality. 
Therefore, this study will to identify relationship between 5S and service quality. The results 
of this study, it show that 5S have a positive relationship in service quality. In conclusion, the 
implementation 5s can help to improve performance service quality in aspect productivity, 
quality and moral. 
 





5S is a Japanese cultural practices of the community and the 5S concept consisting of five 
Japanese words that seiri, seiton, Seiso, Seiketsu and Shitsuke. It includes technical 
knowledge, practical and logic to produce improvements in the quality of focus to create an 
organization that is able to ensure that the standards set and more towards continuous 
improvement. In fact, the practice is to create a more productive workplace and foster a 
positive work culture and dynamics. 
 
According to Bayo-moriones, Bello-pintado and Merino-dı (2010) This 5S word meanings 
like firstly, Seiri (sort) refer to the sorting process is a job that needs sorting stuff out of a 
bunch of stuff that is not needed in the workplace. Secondly, Seiton (Set in order) is sorting 
and labeling is done after all unused items separated. The aim of this ease of use and storage. 
Thirdly, Seiso (shine) refer to most workers will feel more comfortable when working in an 
environment that is clean and fresh. This practice will improve the level of safety in the 
workplace and the equipment used. Four, Seiketsu (Standardize) like Uniform done when the 
activities, organize and sweep was completed. Uniforms are maintaining the workplace all the 
time in terms of cleanliness and preparation in order to bring joy. Lastly, Shitsuke (sustain) 
meaning to each employee must understand, obey, trying and practicing good hygiene and 
workplace organization. 
 
A common definition for quality service should fulfil customer expectation and satisfy what 
the customer need and requirements (Ueltschy, Laroche, Eggert, & Bindl, 2007). Quality of 
service is very important in an organization as a result of major service organizations. The 
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organization's reputation relies heavily toward understanding and timely customer responses, 
this is due to the quality delivery of services, it reinforces customer confidence in the 
organization.  Vakili (2014) it state that the 5S in an intellectual and operational system will 
aim of productivity improvement, quality will enhancement and the resources waste will 
prevention. This is because the 5S concept focused towards cleanliness, neatness, safety and 
savings. According to Alidaee, Moreno and Urbina (2010) it states that some of the key 
dimensions of competitive form the competitive position of an organization is the cost, 





5S concept including technical knowledge, practical to make improvements in the 
organization and can help build a positive work culture and dynamics. Therefore, the present 
study was to investigate whether the practice is successful 5S positive impact within an 
organization or not. This is because the practice of 5S environment will not work in an 
organization where there is no ongoing commitment from employers and employees from the 
outset. Top management plays an important role in ensuring that all activities in the planning 
5S Quality Environment implemented correctly and to involve everyone in organizations 
where leadership from the top to ensure a culture of 5S and not overloaded. Furthermore, if 
employees lack awareness about this practice would lead to an inefficient service quality. 
According to the study Zulkifli Omar (2011) states that the senior management of higher 
education institutions are supposed to measure the quality of service to enable it to take place 
efficiently and effectively. In addition, this study was made to see whether the quality of 
service will be improved through the implementation of the 5S concept. This can help 
organizations to improve service quality over time position. Furthermore, this study to 
investigate the problem about issues concerning the collection of information that is not in 
accordance with current year. According Ahmisuhaiti & Ku (2009) It states that the library 
should have a complete collection, latest, with good handling information and services 




Objectives of this research are as follow: 
1. What are relationship implemented 5S practice in service quality? 
2. What the impact of the implementation of 5S practices in quality service? 




Background of 5S 
5S is a tool used in the implementation of lean manufacturing and it is also a component of 
the TPS (Toyota Production System) which forms part of the Japanese production 
management (JPM), 5s also plays a role in analysing and resolving problems related to the 
process and the maintenance of existing equipment Productive Maintenance (TPM) (Alidaee 
et al., 2010). Generally, 5S practice is widely used in the service and manufacturing industry 
5S is comprised of five Japanese words that seiri, seiton, Seiso, Seiketsu and Shitsuke while in 
Western literature refers to the "housekeeping" (Bayo-Moriones, Bello Pintado & Merino-in 
2010). According to Gupta, Kumar, Gapp, Fisher and Kobayashi (2015) for continued gains 
in terms of safety and environmental standards that can better be carried out through the use 
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of 5S to make improvements in housekeeping. In addition, to get a good housekeeping 
practice of 5S is to help make the visual scene on the job in an organization to get better. 
 
Principles of 5S Practices 
Therefore, every 5s principle should be understood by the organization and this principle also 
has its own definition as follows: 
 
Seiri 
According to Suárez‐Barraza and Ramis‐Pujol (2012) state that seiri is the work process of 
sorting the items required and not required of a bunch of stuff at work. This separation 
process is helpful in determining the items needed in the present or the future, and should be 
stored in designated storage areas. Michalska and Szewieczek (2007) states that goods that are 
not required to be disposed of, and this can help work become productive with the least harm 
or disruption to work. Korkut, Cakıcıer, Erdinler, Ulay and Muhlis, (2009) explained that the 
preparation work to do that is by classifying materials required by items that are not needed, 
and this helps reduce complaints against the work flow. 
 
Seiton 
Organize and store neatly, easily retrieved and stored back in its place such as sorting and 
labeling is done after all the stuff that does not need to be separated. The composition of the 
goods carried by the same group (Suárez‐Barraza & Ramis‐Pujol, 2012). According Gürel, 
(2013) the work carried out to facilitate the work of the goods stacked it's easy to achieve. 
Gupta, Kumar, Gapp, Fisher and Kobayashi (2015) explains that the separation and storage of 
goods more effectively with the label each item, the use of colour to be a quick identification 
and so on. 
 
Seiso 
According to Suárez‐Barraza and Ramis‐Pujol (2012) that seiso is a process washing or 
cleaning work closely so that no dust, dirt on the floor, machines, equipment and working 
environment. A clean environment is needed by all levels of employees to feel comfortable 
and happy when working. According Gürel (2013) and increase work efficiency, sweep also 
can improve the level of safety in the workplace and the equipment used. Korkut, Cakıcıer, 
Erdinler, Ulay and Muhlis, (2009) to obtain a form of effective system must have the name of 
the staff in charge of each zone and is clearly defined and written in the appropriate areas for 
the cleaning task. 
 
Seiketsu 
According Gupta et al (2015) Complying with environmental quality standards in the 
workplace to ensure it is clean and orderly at all times. Uniforms can only be done after the 
activities, arrange, and sweep was completed. According Michalska and Szewieczek (2007) a 
uniform or maintain the cleanliness of the workplace at the original level is important so that 
all business in an orderly and consistent. Korkut, Cakıcıer, Erdinler, Ulay, and Muhlis (2009) 
stated that in order to maintain continuous activities a system should be developed to facilitate 
staff in accordance with the procedures set. 
 
Shitsuke 
According Suárez-Barraza, Ramis-Pujol and Kerbache (2011) state that the train employees 
disciplined for practicing 5S system on an ongoing basis in order to become a habit and a 
quality work culture in the organization. Each employee must understand, obey, seek and 
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practice good hygiene and workplace organization. Michalska and Szewieczek (2007) care 
facilities efficiently and safely can keep the standard for each day or year. 
 
The quality of service 
According to Zulkifli Omar (2011) quality of service can be defined as customer satisfaction 
with the quality of services provided. In addition, an organization that seeks to provide quality 
customer service will contribute to profit directly and if the opposite happens, it organizations 
that fail to do so it would cause customers to switch to other organizations (Nor Rashidah, 
2009). Among the studies carried out is study (Mansor, 2010) was discusses about the quality 
in the services counters based on customer satisfaction. The dependent variable based on his 
study of customer satisfaction is influenced by independent variables of the factors that 
determine customer satisfaction with the arrangements of the plan counter, employee 
performance and quality of service counters. This is clearly shown in the results of his study 
there was a significant relationship between the two variables. According to A. Parasuraman 
Leonard L. Berry Valarie A, 1990) has concluded that customer satisfaction with respect to 
the receipt of a good quality of service. Moreover, in the study   Mohd Shalit (2002) has 
explained that the quality should be viewed from two aspects, namely in terms of internal and 
external. This means the quality not only be seen as meeting the standards established by the 




This study aims to look at the practice of 5S in service quality among students. Therefore, the 
research design the most suitable used in this study is a descriptive survey method. This is 
because the survey methods can be applied to studies involving things happening which is 
practiced 5S practices in library of services used by students. The study will be conducted at 
University Utara Malaysia focused on Library Sultanah Bahiyah. 
 
Accordingly, data collection was made using quantitative methods. Questionnaire used in this 
study to collect primary data. Quantitative methods are used to obtain information about the 
respondents, 5S practices in improving the quality of service.  
 
Data Collection Instruments 
Questionnaires were used as an instrument to collect data in this study. The questionnaire is 
an appropriate way, fast and save time to obtain qualitative and quantitative information. 
Therefore, the survey method of distributing questionnaires to selected respondents was 
conducted. The questionnaire used in this study is an adaptation of the study by (Ahmisuhaiti 
& Ku, 2009) and “Jabatan Pertahanan Awam” has been renovated. The questionnaire used in 
this study comprising three parts, namely Part A, Part B and Part C. Part A covers the 
questions related to demographic factors such as gender, semester, race and college. Part B of 
this questionnaire is a spotlight on 5S implementation of the most important in terms of 
impact. 
  
While Part C in the questionnaire designed to collect data about the level of student 
satisfaction with the quality of service at the library. It consists of three major items such as 
terms of service, ease of use, the counter in the services, and management services. Section B 
and C is using the Likert Scale (5) points for use by respondents to answer questions that have 
been provided. Selection of a Likert scale of five (5) points to facilitate the respondents gave 
answers and help researchers get information regularly and clearly. Likert scale is a question 
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which requires feedback from respondents to the statement given by evaluating whether they 
strongly agree, agree, are uncertain, disagree or strongly disagree. 
 
Secondary data 
Secondary data were obtained through a literature review aims to strengthen the 
understanding in the field of study. Among the secondary data source is a journal, seminar 
papers, thesis, and information from the internet. However, research and selection of data 
need to be collected in detail because not all the data are used. 
 
Primary data collection 
The primary sources of data are necessary to meet the objectives of the research. These data 
will be used for the analysis, conclusions and recommendations. This type of data should be 
collected through empirical methods such as questionnaires and methods used to obtain 
primary data. Therefore, the questionnaire was distributed to a selected group of respondents 
to get the important information related to this study. 
 
Data analysis methods 
For this study, data were collected through the questionnaire will be analysed using the 
Statistical Package for Social Science (SPSS). The approach of descriptive statistics were 
used to analyse the data in which the data can be presented in tabular form. These tables can 
show the number and percentage, mean, standard deviation and frequency distribution. This 
approach shows clearly and in detail about the questionnaire with respect to the frequency of 
use, the use of interactive elements and obstacles that exist, and it is easy to see the results or 





Respondent rate based on gender  
Based on the analysis carried out, the number of respondents is 150 people which includes the 
29 people or 19.3% of male respondents and as many as 121 people or 80.7% of female 
respondents. This shows a significant difference between the frequency and percentage of 
male and female respondents who use services of Library Sultanah Bahiyah. 
 
Table 1: demographic by gender 
 
 Frequency Percent Valid Percent Cumulative Percent 
Valid Male 29 19.3 19.3 19.3 
Female 121 80.7 80.7 100.0 
Total 150 100.0 100.0  
 
Respondent rate based on nation 
Based on the analysis, researchers found that all respondents consists of three main nations, 
namely Malays, Chinese, Indians and one of the others. Total respondents were Malays were 
66 people or 44.0% of respondents, while the Chinese are as many as 40 people or 26.7% of 
the nation India also totalled 24 persons or 16.0%. Based on the table also shows that a nation 
for the other stood at 20 people or 13.2%. This situation shows that the number and 
percentage of respondents who Malay nation is more than the number of nations as a whole. 
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Table 2: demographic characteristics by race 
 
 Frequency Percent Valid Percent Cumulative Percent 
Valid Malay 66 44.0 44.0 44.0 
Chinese 40 26.7 26.7 70.7 
India 24 16.0 16.0 86.7 
Other  20 13.3 13.3 100.0 
Total 150 100.0 100.0  
 
Respondent rate based on semester 
Results of the analysis showed that the overall number of respondents is 150 people. 
Respondents for semester 1 and 2 were 110 people or 73.3%, while for semester 3 and 4 
totaled 26 people or 17.3% the number of respondents for the 4th to 6th semester totaled 11 
people or 7.3% and the rest was the respondent for the 7th semester on. 
 
Table 3: Demographic characteristics by semester 
 
 Frequency Percent Valid Percent Cumulative Percent 
Valid Semester 1-2 110 73.3 73.3 73.3 
Smester 3-4 26 17.3 17.3 90.7 
Semester 5-6 11 7.3 7.3 98.0 
Semester 7 and above 3 2.0 2.0 100.0 
Total 150 100.0 100.0  
 
Respondent rate based on college 
Based on this study, respondents from the college or university, college or school found COB 
is the highest of 88 people or 58.7% compared with the college or university of CAS consist 
of 34 persons or 22.7%. College or school COLGIS is the finding that the respondent's lowest 
total 28 people or 18.7%. This can be seen in the table below 
 
Table 4: Demographic characteristics according to college 
 
 Frequency Percent Valid Percent Cumulative Percent 
Valid COB 88 58.7 58.7 58.7 
COLGIS 28 18.7 18.7 77.3 
CAS 34 22.7 22.7 100.0 
Total 150 100.0 100.0  
 
Frequency of use of library services 
Based on the table below shows that the number of frequency of use of the highest serves 
library for the students is 2 to 3 times a week, and followed by the frequency of use of 
services in 4 to 5 times a week. In addition, the frequency of students who come to the library 
from 6 to 7 times a week were 9 people or 6.0% while for the students who use library 
services more than seven times a week were 3 people or 2.0% only. The rest are 21 people or 
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Table 5: The frequency of student use of library services in a week 
 
 Frequency Percent Valid Percent Cumulative Percent 
Valid 2 to 3 times 90 60.0 60.0 60.0 
4 to 5 times 27 18.0 18.0 78.0 
6 to 7 times 9 6.0 6.0 84.0 
More than 7 times 3 2.0 2.0 86.0 
None 21 14.0 14.0 100.0 
Total 150 100.0 100.0  
 
Analysis of Survey Data for Part B: implementation of 5S to improve the quality of 
service  
According Gliem & Gliem (2003) it states that the correlation is determined from size alpha > 
0.9 is excellent and  > 0.8 is good. Based on the table above, the value of Alpha Cronbach for 
5S in this study were in 0.920 and also for the quality of services among which is 0.882. Both 
of them are considered to be good which is to be used in measuring the reliability and 
relevance of the questions used against respondents. In this question, respondents will be 
tested using the question (variable) based on the Likert response options to verify the 
accuracy and consistency answer questions by the respondents of the survey accuracy 
(implementation reliability) is made based on the Cronbach Alpha. The result is an acceptable 
value for 5S 0.920. This value is obtained by not taking into (or out of) the second question 
that "you are satisfied with the arrangement of the books in the library" and "you are of the 
opinion that the implementation of 5S practices can help foster a closer relationship with the 
student library workers". Reliability analysis of the impact of productivity taking into 
consideration only 7 questions out of eight questions posed. As for the moral impact was only 
considering three questions out of 4 questions as a whole. In addition, the question of quality 
of service standpoint, the respondent will be tested with questions divided into three sections, 
namely the question (variable) based on the Likert response options to verify the accuracy and 
consistency of the answers questions by respondents, and the result is based on the Cronbach 
Alpha was able to received 0.882 points. 
 
Table 6: Reliability Statistics 
 
Item N of item Cronbach's Alpha 
5S 25 .920 
Service quality 18 .882 
 
Statistical Analysis Intense 
According Shukri et al (2009) Pearson correlation test was used to answer the questions of 
this study. The strength of the relationship between the dependent variables in this study was 
estimated using the proposed scale of strength.  Pearson’s correlation coefficient is a measure 
of linear dependence between two variables X and Y The coefficient ρ has a range between 
−1 ≤ ρ ≤ +1 for the true population. Perfect positive or negative linear coefficient equals to ±1 
which corresponds to data sample point lying exactly on a line (Master & Stockholm, 2013). 
The table below shows the correlation index for 5s and quality of service. The scale indicates 
the strength of the correlation between two variables 0.50 - 0.69 is high (Shukri et al 2009). 
The findings of 5S and quality of service are the same, namely the reading of value r 0.505 
and provide significant value for the variable 5s with service quality is 0.00. The value of r 
indicates a strong positive relationship between 5S and quality of service. Because this value 
is greater than the significance, the hypothesis accepted correlations 
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Table 7: Correlations between 5S and service quality 
 
 5S Service quality 
5S Pearson Correlation 1 .505
**
 
Sig. (2-tailed)  .000 






Sig. (2-tailed) .000  
N 150 150 
 
The table below shows the correlation index for productivity impact and quality of service. 
The findings of productivity impact and quality of service are the same, namely the reading of 
value r 0.565 and provide significant value for the variable productivity with service quality is 
0.00. The value of r indicates a strong positive relationship between productivity and quality 
of service. Because this value is greater than the significance, the hypothesis accepted 
correlations. 
 




impact Service quality 
Productivity 
Impact 
Pearson Correlation 1 .563
**
 
Sig. (2-tailed)  .000 
N 150 150 
Service quality Pearson Correlation .563
**
 1 
Sig. (2-tailed) .000  
N 150 150 
 
The table below shows the correlation index for quality impact and quality of service. The 
findings of quality impact and quality of service are the same, namely the reading of value r 
0.414 and provide significant value for the variable quality impact with service quality is 0.00. 
The value of r indicates a strong positive relationship between quality impact and quality of 
service. Because this value is greater than the significance, the hypothesis accepted 
correlations 
 
Table 9: Correlations between quality impact and service quality 
 
Quality 
impact Service quality 
 Quality   
impact 
Pearson Correlation 1 .414
**
 
Sig. (2-tailed)  .000 
N 150 150 
Service quality Pearson Correlation .414
**
 1 
Sig. (2-tailed) .000  
N 150 150 
 
The table below shows the correlation index for the impact of the cost and quality of service. 
The findings of the impact of the cost and quality of service are the same, namely the reading 
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of 0.236 and r provide significant value for the variable impact of the cost of the service 
quality is 0.00. R values show a weak positive correlation between the impacts of the cost of 
service quality 
 
Table 10 : Correlations between cost  impact and service quality 
 Cost impact Service quality 
Cost impact Pearson Correlation 1 .236
**
 
Sig. (2-tailed)  .004 
N 150 150 
Service quality Pearson Correlation .236
**
 1 
Sig. (2-tailed) .004  
N 150 150 
 
The table below shows the correlation index for the impact of the service system and service 
quality. The findings of the impact of the service system and service quality is the same, 
namely the reading of 0.360 and r provide significant value for the variable impact of the 
service system with service quality is 0.00. R values show a strong positive correlation 
between the impacts of the service system with service quality. 
 
Table 11: Correlations between service system impact and service quality 
 the impact of service system Service quality 
the impact of 
service system 
Pearson Correlation 1 .360
**
 
Sig. (2-tailed)  .000 






Sig. (2-tailed) .000  
N 150 150 
 
The table below shows the correlation index for safety impacts and quality of service. The 
findings for safety impact and quality of service are the same, namely the reading of 0.271 
and r provide significant value for the variable safety impact with service quality is 0.01. R 
values show a weak positive correlation between the safety impacts with service quality. 
 
Table 12: Correlations between safety impact and service quality 
 Safety impact Service quality 
Safety impact Pearson Correlation 1 .271
**
 
Sig. (2-tailed)  .001 
N 150 150 
Service quality Pearson Correlation .271
**
 1 
Sig. (2-tailed) .001  
N 150 150 
 
The table below shows the correlation index for moral impact and quality of service. The 
findings of the moral impact and quality of service are the same, namely the reading of 0.353 
and r provide significant value to the moral impact of the variables of service quality is 0.00. 
The value of r indicates a strong positive relationship between moral impacts on service 
quality. 
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Table 13 : Correlations between moral impact and service quality 
 Moral impact Service quality 
Moral impact Pearson Correlation 1 .353
**
 
Sig. (2-tailed)  .000 






Sig. (2-tailed) .000  
N 150 150 
 
Multiple Regression Model (Multiple regressions) 
 
a) Predictors: (Constant), impact on productivity, quality, cost of service, safety and moral 
impact 
Based on the output chart below, shows the strength of the relationship (correlation) between 
the independent variables on the dependent variables. The degree of correlation independent 
variables on the dependent variable indicated by the R value of 0.603, which gives 
information that there is a very strong relationship between variables impact productivity, 
quality, cost of service, safety and moral impact among students UUM. In addition, the power 
prediction study is determined by the coefficient of determination symbolized by R
2
 (R-
Square) by 0363, which means study has predictive power of 36.3%. In addition, the Adjusted 
R Square value 0.337 is seen and measured in this study because its value can fluctuate if 
there is added a new independent variable, depending on the correlation between the 
additional independent variables with the dependent variables. Therefore, the quality of 
service is 33.7% which is a variation fluctuating quality of services can be seen through this 
study demonstrated variations or in other words the quality of service was affected by the 
impact of variables such as productivity, quality, cost of service, safety and moral impact on 
the rest of 66.3 % are caused by other factors not included in this study. 
 
Table 14: Model summary 
Model R R Square Adjusted R Square 




 .363 .337 .39595 
 
Data analysis ANOVA 
a) Predictors: (Constant), impact on productivity, quality, cost of service, safety and moral 
impact 
b) Dependent variables: quality of service 
Based on the table Anova, shows the F (value) = 13.599 with a value of p (prob> F) or a 
significant 0.00
B
 to provide information about the level of significance of the study on the 
level of 95% ( = 0.05) regression model as a whole to impact productivity, quality, system 
cost of service, safety and moral impact works well in explaining the variation in determining 
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Model Sum of Squares df Mean Square F Sig. 
1 Regression 12.792 6 2.132 13.599 .000
b
 
Residual 22.419 143 .157   
Total 35.211 149    
 
Data analysis Coefficients 
 
Y = a + bx1 +bx2 +bx3+bx4+bx5 
 
Dependent variables: quality of service 
AEPI = 1.450 + (0.482) B1 + (0123) + B2 (-0124) B3 + (0077) + B4 (-0122) B5 + (0.150) B6 
Based on the output in the table below, the following equation is formed. 
Quality of service = 1.450 + (0.482) (productivity) + (0123) + quality (-0124) Cost + (0077) + 
service systems (-0122) Security + (0150) moral impact 
 
Based on the multiple regression equation as above, so can be interpreted as follows: 
 The value of b0 (constant) of 1.450 means that when the impact of productivity (x1), 
impact of quality (x2), the impact of cost (x3), the impact of the service system (x4), 
impact safety (x5) and moral impact (x6) with more of zero or empty the estimated 
quality of the library among students (Y) value was 1.450. 
 The value of b1 (impact productivity) = 0.482 shows that there is a direct relationship 
and a positive correlation between variables impact productivity. With this can be 
assumed with the assumption that if productivity increases, the impact can be 
predicted that the quality of library services will also be increased by 0.482 or by any 
other word would effect a change in the quality of service on the assumption that the 
other independent variables are constants. It also impacts productivity and the effect is 
the highest contributor to the quality of service among the UUM students in this study. 
 The value of b2 (impact quality) = 0.143 shows the influence of direct and positive 
correlation between variables impact the quality of library service quality among 
students in UUM. By this means when the variable increases, the quality of library 
services will also increase predicted for 0.143 on the assumption that other 
independent variables constant or fixed. 
 B3 coefficient value (cost impact) = -0.123 showed no direct influence between the 
cost impact on the quality of library services among students in UUM. This means that 
the impact cost is not affected and do not contribute to the quality of services if the 
estimated impact of the variable cost is low or negative value (-0.124), it does not 
affect the quality of service at the library. 
 The value of b4 (impact service system) = 0.077 showed no direct effect between the 
impact of the quality of the library services among students in UUM. By this means, 
when the impact of the service system does not affect or contribute to the quality of 
the library. 
 The value of b5 (impact safety) = -0.122 showed no direct effect between safety 
impact on the quality of library services among students in UUM. This means that the 
impact did not affect the safety and do not contribute to the quality of service. 
 B2 coefficient value (moral impact) = 0.150 shows that there is a direct effect and a 
positive relationship between the variables moral impact on the quality of library 
services among students in UUM. By this means when the variable increases, the 
Proceedings of Symposium on Technology Management and Logistics (STMLGoGreen),  
8-9 December 2015, Universiti Utara Malaysia 
497 
 
quality of library services will also increase predicted for 0.150 on the assumption that 
other independent variables constant or fixed. 
 
Based on analysis of these data we can see that three of the six independent variables that 
impact productivity, quality and impact of the moral impact included in the study as shown in 
the above regression equation has a positive influence (direction), in which the variables 
while still the estimated impact would cause the quality of library services has also increased. 
In addition, it can be inferred that if an independent variable has a correlation with the 
dependent variables. But it's not necessarily that the independent variables affect the 
dependent variables but if the independent variables affect the dependent variables, it is 
absolutely independent variables also being related or connected with the dependent variables. 
These data also show that the highest impact that contributes to the improvement of quality of 










t Sig. B Std. Error Beta 
1 (Constant) 1.450 .334  4.342 .000 
Productivity impact .482 .084 .482 5.728 .000 
Quality impact .143 .097 .151 1.482 .141 
Cost impact -.124 .070 -.159 -1.769 .079 
System service impact .077 .077 .095 1.007 .315 
Safety impact -.122 .097 -.123 -1.258 .210 
Moral impact .150 .072 .187 2.070 .040 
 
 
Data Analysis Service Quality 
Data analysis related questions facilities 
From the analysis, there are 9 items that a majority of students agreed facility is satisfactory, 
namely items 1 to 23% and 22.7% question 2, question 3 by 14.7% which is only at a 
moderate level, question 4 by 19.3% and 5 questions of 28.7%. As for items 6 and 7 are at 
high level, namely the percentage is 24% and 16%. Next question 8 (20%) and 9 (22%) 
showed the item is at the highest level as well. Obtained from analysis, researchers found 
higher mean score is 3.85. This shows that on average students are satisfied with the services 
provided by the library. Detailed analysis of each item shows for all the students were 
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Table 17: Data analysis counter service 
item question mean The level of 
1 Library Portal helps in the process of finding the right book 
(WEBOPAC), and other reference materials (journals, thesis 
etc.) 
4.06 High 
2 Charging machine (self check) and the return of books (book 
drop) sufficient and satisfactory 
3.84 High 
3 A collection of reference materials are up-to-date.  
 
3.65 Medium 
4 The order book as well as labels made systematically 3.77 High 
5 Service "access" to the internet network is satisfactory 3.94 High 
6 The facility seats and discussion rooms adequate and 
satisfactory 
3.80 High 
7 Free storage bag (locker) is adequate and is in safe condition 3.72 High 
8 Adequate toilet and clean/comfortable 3.93 High 
9 A sign of the direction in the library is clear. 3.96 High 
 Average Score 3.85 High 
 
Data analysis Related Questions counter service 
Next, the level of satisfaction of students at the library counter service UUM, there are four 
items submitted. From the analysis, the majority agreed counter service was satisfactory. All 4 
items that a majority of students agreed that counter services are satisfactory items 1 was 
26%, 2 items of 20.7%, 3 items of 20.7% and 4 items of 20%. A detailed analysis of this 
section is shown below table shows the average overall mean score of students were satisfied 
with the counter service UUM library and shows an average score of 3.98 at a moderate level. 
 
Table 18: Data analysis counter service 
item question mean The level of 
















 Average score 3.98 High 
 
Data analysis Related Questions library management 
This table about the level of satisfaction of students in library management UUM, there are 
four items submitted. From the analysis, the majority agreed management library is 
satisfactory.  All 4 items that a majority of students agreed that the management is satisfied 
that items 1 was 26%, 2 items of 21.3%, a total of 20 items 3 items 4% and 22%. A detailed 
analysis of this section is shown below table shows the average overall mean score of students 
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Table 19: Data analysis library management 
Item  Question Mean  The level of 
1 Library rules are adhered to 4.07 High 
2 Library opening hours to meet my needs. 3.82 High 
3 The situation in the library is a quiet and controlled. 3.96 High 
4 The fines imposed on the consumer are reasonable. 3.79 High 
5 The loan period is collection of reference sources 3.92 high 
 Average score 3.91 High 
 
 
DISCUSSION AND CONCLUSION 
 
Nowadays, the quality of services provided by the library to students is very important. This is 
because with this method the user will always be satisfied with the services provided. If 
consumers ask about something or a book you want to search for staff will provide the best 
service to consumers. In addition, library users will also be concerned with the quality of the 
services provided by the library, such as locker facilities, storage of goods, toiletries, returning 
books and many others. If the services provided will be the best then the user will always 
want to visit the library because of the services and facilities provided to the satisfaction of 
the users. Overall, the results showed that each of the services provided by libraries is very 
satisfying in terms of facilities, counter services and library management. 
 
The library needs to update data and collection materials in accordance with current year. This 
can make it easier for students to get the latest material for learning purposes. Therefore, the 
library should play a role in helping to meet the needs of students as well as students in order 
to achieve the level of satisfaction of library services to more satisfactory levels. In 
conclusion, the implementation of 5S can also contribute little to improving the quality of 
library services. Where the components contained in the library is very important because 
from there the facilities and advantages will be seen if the management is concerned. This can 
be seen through the items that have been discussed and it showed that many libraries play a 
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